This study is aimed to measure the employees' job performance behavior via the entropy based TOPSIS methods. For this purpose, work behaviors; burnout, emotional labor, intention to leave, and job satisfaction scales are taken as assessment criteria and a questionnaire is applied on public university employees. Integrated evaluation of all criteria is vital for performance measurement. At this point multi-criteria decision-making methods present an appropriate framework. MCDM methods are very suitable decision tools for measuring employee's performance. This method is used in order to measure performance for not only the number of work but also the attitude according to business, enterprise, and people getting services. Considering the researches done via TOPSIS are few, this work contributes to the literature. Because of appropriate scales are in opposite directions, TOPSIS method accepted as a MCDM method is used to reduce all scales to only one value. As a result, applying TOPSIS method in terms of measuring employees' job performance can conduct to measure qualitative works converting into quantitative works.
Introduction
Performance evaluation in companies is one of the important functions for Human Resources Management. Thanks to technological development and increase in competition, companies have to ideally prepare its human resources and to achieve the highest efficiency with these educated human sources in order to score over its competitors. In this aspect, Human Resource is mentioned as a strategic element of a company. In service industry, this strategic element has become more crucial (levy and Williams, 2004) . Appreciate the highperforming employees and the analysis on low-performing employees will increase the employees' productivity together with companies' efficiency. This study, after outlined emotional labor, job satisfaction, burnout, and intention to resign, focuses on the methodology of the research.
From the perspective of the service sector, the satisfaction of the service recipients increases the interest on service quality; consequently, increasing importance of service quality boosts up the concern about the concept of emotional labor (Avci ve Boylu, 2010:4) . In this context, emotional labor is accepted as a necessity of the employees' role, and it makes important the effort to show certain emotions claimed by the organization or the struggle to hide some emotions which is unwanted by the organization (Secer and Tinar, 2004:272) . Because universities are the institutions providing educational services, it is situated in the service industry. The purpose of this study is to define the emotional performance of university employees from the highest to lowest. Hence, after the hardness level of the jobs, labour grading, wage settings and so on can be formed with a more objective approach.
Conceptual Framework
According to Kaynak and others (1998) , performance is the concept that defines what extent a person can use the potential and real knowledge and ability to reach the targets and expectations. Performance evaluation is appropriated as an auxiliary tool in terms of organization and employee. Performance evaluation has two major aims. One of these aims is the obtaining information about the performance of work to help taking administrative decisions. The decisions on the wage rising, bonus, education, discipline, promotion, career planning, and other administrative activities usually depend on the information getting from performance evaluations. The management team of an organization should not take critical decisions without the information obtained from performance evaluation. As with other policies related to human resources, performance evaluations are organized in accordance with legal standards which prevent the discriminations against any groups (Micolo, 1993) . Second objective of evaluating the performance is the provide feedback on the extent to which closer to standards in job description and analysis. The feedback can be beneficial when supported with positive approach and vocational training. Most employees like such constructive and confidence enhancing feedback. Employees can see how they progress in their career thanks to this kind of feedback. For instance, the feedback can help on whether an employee can be ready to take bigger responsibility or should have training to keep on current level (Palmer, 1993) .
Furthermore, it is stated that two categories of job performance can be differed from many jobs. First category is to give clear directions of task and duties in job descriptions. Second category is aspects of performance occurred because of social orders of the job and work environment. Consequently, social effectiveness is an outstanding feature of social contextual performance (Murphy and Cleveland, 1995) . For instance, the effectiveness can arise when employees can develop and keep pleasant relations with colleagues in job environment.
The attention on emotions has been growing in work environment, and certain studies show that the display of decent emotions cause the great success of employees and the distribution of rewards by others. Staw, Sutton, and Pelled (1994) discovered that employee's remuneration is predicted by positive effects of emotions. Also, Staw and Barsade (1993) indicated that displaying positive emotions in the workplace tended to obtain supervisors' higher performance evaluations.
Performance evaluation is an arguable emotional experience. During the evaluation, employees' jobs are directly evaluated by one or more evaluators. These evaluations have significant effects on employees' psychological welfare, social status, continuity of employment in organization (Gerald, 2008) .
Emotional Labor: "Emotional labor is a form of labor exerted by the employees who are expected to have a close relationship with customers. Also, it comprises the conversion of the emotions"(Kalfa ve Topates, 2009: 425) . The conception of the emotional labor is defined differently by scholars. According to Ozkaplan (2009: 19) , "emotional labor is a part of pack which the companies sell". In addition, emotions workers are selling their smiles like the selling the arm strength for industrial workers or the selling the brain power for information technology workers. Ashforth and Humphrey (1993: 90) inspected the Emotional Labor with the framework of social identity theory. In the frame, emotional labor is stated as an action to demonstrate proper emotion. Morris and Feldman (1996: 987) defines the emotional labor as effort, planning, and controlling for showing the emotion demanded by the company during interpersonal interaction process. Grandey (1999:8) states that the emotional labor is a regulation of both emotions and behaviors, which serve the company's aims by emphasizing the rules of showing the emotions. It is claimed that there is a close relationship between emotions and business performance in the workplace (Cote and Miners:2006) .
Job Satisfaction:
There is a mental attitude developed by employees over time about job and relations in the workplace. To form the mental attitude, the knowledge about the job, the approaches on the result of the job, the conditions of the business environment have a substantial role. These attitudes can be either positive or negative. If the attitude of the employee is a positive, the attitude can be considered as job satisfaction, or vice versa (Barutcugil, 2004:388) . The satisfaction or dissatisfaction reflects a general attitude of employees to their jobs. In other words, these positive and negative attitudes can be evaluated as the products of the feelings and thoughts of employees about the jobs, colleagues, and business environments (Solmus, 2004:186) . Moreover, there are considerable studies showing that there are any relations between job satisfaction and job performance (Judge and others, 2001) .
Burnout: In 1970's, it had been stood out different responses to the problems of psychological, behavioral, and physical, which caused by organizational sources of stress, and these different reactions are called "Burnout". The burnout was revealed after frequent and intense interactions with people encountered due to the job, and this feature distinguishes burnout from the other reactions originated organizational stressors (Torun, 1997) . To determine the levels of burnout, it is benefitted a burnout inventory developed by Masclah. According to Masclah, burnout is defined as a status resulted from a long time working in the places demanded the intensive emotional requests. The emotional requests always stimulate physical wear, despair, hopelessness, and disappointment. Furthermore, after these attitudes appear, employees always tend to develop negative attitudes against the job, business environment, and life (Cokluk, 2000) .
Intention to Resign:
Job satisfaction and intention to resign are located at the center of interest for many industrial and organizational psychologists, administrative scientists, and sociologists. The reason of this concern is based on the findings of empirical researches proving that intention to resign negatively affects the strength and efficiency of the organization (Samad, 2006) . The intention of the employees leads to a number of such practical problems as loss of ability, employing additional staffs, and administration cost. Environmental factors affecting their intention to leave the job are organizational culture and values , working relationships with colleagues, job / role demands and expectations, career development opportunities, and autonomy (Takase, et al, 2005) . When determining the performance of business behaviors of employees, some cases (emotional labor and job satisfaction) are required to be high while expecting that the certain the situations like burnout and intention to resign are low.
Research Methodology
The Universe and Sample of Research: The research is a descriptive study. First of all, the questionnaire forms are allocated to administrative staffs in Bartin University, which the forms consist of particular statements such as emotional labor, burnout, intention to quit the job, and job satisfaction. Bartin University has 180 administrative staffs, and 76 of them accepted to attend the research by filling out the survey. The universe of the research is the administrative staffs employed by Bartin University. While determining the sample, it is made the total number sampling, and rate of return the survey is 45%.
Data Collection Tool: the scales about emotional labor in questionnaire forms were prepared by benefitting from the scale of Chu and Murmann (2006) . In addition, it is used the scales of emotional labor for tourism employees with 12 questions created by Pala and Tepeci (2008) and Boylu and Avcı (2010) adapted from Chu and Murmann Scale. Regarding burnout, the scale was used, which is developed by Maslach and Jackson (1981) and adapted to Turkish with 22 questions by Ergin (1992) . The Minnesota Satisfaction Questionnaire developed by Weis, Dawis, England, and Lofquist (1967) and its adaptation created by Baycan (1985) with 20 questions were benefitted for evaluating the job satisfaction. The scale is widely used in order to survey the job satisfaction the employees working for hotel companies, travel agencies, information technology businesses, and other industries. The statements about intention to resign were taken from a scale of Blau and Boal (1989) which adapted to Turkish by Zayas (2006) and Yalçın (2010) with 5 questions scale.
While inputting the data to statistics software, the negative statements in the scales were inputted with reverse the coding.
Data Analysis
First, questionnaire forms obtained from administrative personnel are transferred to computer. Then, the order among workers is found by using ENTROPY weighting method and TOPSIS method.
Weighting: ENTROPY Method: Now, we give the process of assigning weighting value for criteria via entropy method (Alp, Öztel, & M. Said, 2015; Hwang & Yoon, 1981; Islamoglu, Apan, & Oztel, 2015; Öztel, Köse, & Aytekin, 2012) . Let mxn dimensional D be decision matrix with m alternative and n criteria as below;
Here, ‫ݔ‬ is the success value of ݅. alternative with respect to ݆. criterion where ݅ = 1,2, … , ݉ and ݆ = 1,2, … , ݊.
Values at A i row show the success value of i. alternative with respect to all criteria, values at X j column show the success value of all alternative according to j. criteria.
Since criteria have different scales, first we need to normalize them for evaluation. For this, below equality can be used;
(2) ܴ = ൣ‫ݎ‬ ൧ × normalized matrix is obtained with this equality. Measurement of uncertainty or entropy value for all criteria is found with the equality below:
Here k value is constant defined as ݇ = ଵ and 0 ≤ ݁ ≤ 1 is guaranteed. ݁ is entropy value of j. criteria. Now we can define degree of diversification d j , for each criterion by using entropy value.
Weighting values of criteria is computed by dividing degree of diversification of each criterion with total degree of diversification.
W j is weight of j. criterion and ܹ ୀଵ = 1 is obvious. (Hwang & Yoon, 1981 ) is based on to choose the alternative which is the closest to ideal solution and the farthest to anti-ideal solution. The steps of this method is given below (Hwang & Yoon, 1981; Islamoglu et al., 2015) :
TOPSIS Method: Technique for Order Preference by Similarıty to Ideal Solution (TOPSIS) method improved by Hwang & Yoon
Step 1: Obtaining normalized decision matrix: ܴ = ൣ‫ݎ‬ ൧ × normalised decision matrix is obtained with the following formula.
Step 2: Building weighted normalized decision matrix: ܸ = ൣ‫ݒ‬ ൧ × weighted normalized matrix is obtained via ‫ݒ‬ = ‫ݓ‬ ‫ݎ‬ , ݅ = 1,2, … , ݉ , ݆ = 1,2, … , ݊
(7)
where ‫ݓ‬ is weighting value of ݆. criterion found by entropy method.
Step 3: Defining ideal and negative-ideal solutions: Let two artificial ‫ܣ‬ * (ideal solution) and ‫ܣ‬ ି (negative-ideal solution) be as below:
where ‫ܬ‬ = ሼ݆ = 1,2, … , ݊ | when the utility criteria} ‫ܬ‬ ᇱ = ሼ݆ = 1,2, … , ݊ | when the cost criteria}
Step 4: Computation of discrimination measure: Discrimination measure from ideal solution and discrimination measure from antiideal solution for each alternative are given below:
Step 5: Computing relative proximity to ideal solution: Relative proximity to ideal solution ‫ܣ‬ * of ݅. alternative is defined as:
Step 6: Order of Preference: Preferences are ordered by sorting ‫ܥ‬ * values from high to low. According to Table 3 , 8, 11, 12, 13 , and 14th questions are the most important ones. It is seen from Table 4 that 7, 10, 11, 16, and 22th questions are the most important ones. Weighted average of participants' statements about feelings is shown in Table 5 . 
Application

Conclusions
The productivity of human resources is measured only by observing the job-related performance of employees. The one of the best way to measure is to set up a regular performance evaluation system. Performance evaluation in businesses has been seen as an important issue. In this study, it is aimed to numerically measure a qualitative concept as the performance of job behaviors of employees.
By using weighting method, the importance level of questions is determined, and scale values for each scale are separately and objectively defined. Since the most proper situations in the scales are in opposite directions, TOPSIS methods accepted as multi-criteria decisions making methods is used to reduce all scales to one value. Which criteria would be used to evaluate the performance and what rate of the criteria's impact on the performance are decision points. TOPSIS is a widely known and benefitted technique in multi-criteria decision making. Together with, when the system is objective and self-consistent, a trusted application is occurred. TOPSIS can find the best option by evaluating multiple alternatives in terms of multi-criteria. To measure emotions numerically is a tough deal. So, this research offers an alternative way to measure emotions of employees. In the future studies, more comprehensive scale can be used by including the other concepts of job behaviors.
As the result of analysis, the employee showing highly emotional performance is number 68 who is 38 years old male, married, and graduated from a University. Second high performance person is number 17. Third one is number 60 who is male, computer operator, and institute employee. Fourth high one is number 31 who is 41 years old male, married, graduate, and a branch manager at Health Culture Sport Department. Fifth one can be observed as number 48.
